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First Contact Resolution 

Top Number - Total Incidents

Bottom Number - First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact .

Cells displayed show the number of incidents resolved on first contact during the reporting period.

Low FCR Total

Commerce 104

55

104

55

Customer Company Total 104
55

104
55

Customer Company
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Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards . 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 

Customer Company
Low MIR Total

Commerce 104

4

104

4

Customer Company Total 104
4

104
4
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Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards . 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Low ATTIR Total

Commerce 104

0.13

104

0.13

Customer Company Total 104
0.13

104
0.13

Customer Company
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Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards . 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Customer Company
Low MR Total

Commerce 104

2

104

2

Customer Company Total 104
2

104
2
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Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards . 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Low ATTR Total

Commerce 104

0.57

104

0.57

Customer Company Total 104
0.57

104
0.57

Customer Company
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Detail

PC/Laptop Virus Microsoft Windows XP ProfessionalINC000000305661 No  0.00TIR:TIR Missed:Craig Livingston

LowCommerceMetro A Desktop Support No  1.21TTR:TTR Missed:Julie VanBeekum Closed

Application Password PGPINC000000306125 Yes  1.10TIR:TIR Missed:Rudy VanBeekum

LowCommerceCapitol Desktop Support No  1.10TTR:TTR Missed:Paul Ross Closed

Application Reporting NoneINC000000306191 No  0.11TIR:TIR Missed:Michael Palumbo

LowCommerceMetro A Help Desk No  0.20TTR:TTR Missed:Liz Evans Closed

Print/Copy/Scan/Fax Incident NoneINC000000306239 No  0.00TIR:TIR Missed:Maxine McBurnett

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Cindy Schroeder Closed

PC/Laptop Virus Microsoft Windows XP ProfessionalINC000000306670 No  0.00TIR:TIR Missed:Craig Livingston

LowCommerceMetro A Desktop Support No  4.65TTR:TTR Missed:Julie VanBeekum Closed

PC/Laptop Error NoneINC000000307099 No  0.00TIR:TIR Missed:Mary Price

LowCommerceMetro A Desktop Support No  1.04TTR:TTR Missed:Julie VanBeekum Closed

PC/Laptop Virus Microsoft Windows XP ProfessionalINC000000307202 No  0.00TIR:TIR Missed:Julie Price

LowCommerceMetro A Desktop Support No  5.03TTR:TTR Missed:Julie VanBeekum Closed

Application Error Novell Client for 32-bit WindowsINC000000307229 No  0.08TIR:TIR Missed:Ray Walker

LowCommerceMetro A Desktop Support No  3.90TTR:TTR Missed:Julie VanBeekum Closed

Application None Novell GroupWiseINC000000307249 No  0.05TIR:TIR Missed:Ray Walker

LowCommerceMetro A Help Desk No  0.29TTR:TTR Missed:Cindy Schroeder Closed

Application Password Utah Master DirectoryINC000000307320 No  0.00TIR:TIR Missed:Rudy VanBeekum

LowCommerceHelp Desk No  0.00TTR:TTR Missed:James Stearns Closed

PC/Laptop Performance NoneINC000000307687 No  0.00TIR:TIR Missed:Julie Price

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network Performance NoneINC000000307691 No  0.00TIR:TIR Missed:Julie Price

LowCommerceMetro A Desktop Support No  0.15TTR:TTR Missed:Julie VanBeekum Closed

Network Password NoneINC000000308076 No  0.00TIR:TIR Missed:Ronda Trujillo

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Application Error NoneINC000000308472 No  0.00TIR:TIR Missed:Craig Livingston

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network None NoneINC000000308550 No  0.09TIR:TIR Missed:Tracy Drage

LowCommerceMetro A Desktop Support No  0.09TTR:TTR Missed:Julie VanBeekum Closed

Network Password NoneINC000000308641 No  0.00TIR:TIR Missed:Joyce McStotts

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed
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Application None Novell GroupWiseINC000000309284 No  0.00TIR:TIR Missed:Charles Smalley

LowCommerceMetro B Help Desk No  0.16TTR:TTR Missed:Janet Hongsyvilay Closed

Network Performance Novell ConsoleOneINC000000309285 No  0.07TIR:TIR Missed:Maria Martinez

LowCommerceMetro A Desktop Support No  0.07TTR:TTR Missed:Julie VanBeekum Closed

Network Performance NoneINC000000309808 No  0.00TIR:TIR Missed:Elizabeth Blaylock

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network Password Novell Client for 32-bit WindowsINC000000310035 No  0.00TIR:TIR Missed:Milissa Vanderiet

LowCommerceMetro A Help Desk No  0.23TTR:TTR Missed:Ed Conrad Closed

Application Reporting NoneINC000000310351 No  0.02TIR:TIR Missed:Sheyann Poyer

LowCommerceMetro A Desktop Support No  1.77TTR:TTR Missed:Julie VanBeekum Closed

Application Error McAfee VirusScan EnterpriseINC000000310574 No  0.00TIR:TIR Missed:Barbara Waters

LowCommerceMetro A Desktop Support No  0.87TTR:TTR Missed:Julie VanBeekum Closed

Print/Copy/Scan/Fax Error Code NoneINC000000310822 No  0.52TIR:TIR Missed:Laura Poe

LowCommerceMetro A Desktop Support No  0.75TTR:TTR Missed:Julie VanBeekum Closed

PC/Laptop Performance NoneINC000000310910 No  0.00TIR:TIR Missed:Kathy Berg

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Application Error Adobe AcrobatINC000000310919 No  0.00TIR:TIR Missed:Jan Buchi

LowCommerceMetro A Desktop Support No  0.61TTR:TTR Missed:Julie VanBeekum Closed

Application Error NoneINC000000310923 No  0.00TIR:TIR Missed:Amber Cooper

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

PC/Laptop Performance NoneINC000000311211 No  0.00TIR:TIR Missed:Craig Livingston

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

PC/Laptop None NoneINC000000311228 No  0.09TIR:TIR Missed:Shauna Benvegnu-Springer

LowCommerceMetro A Desktop Support No  0.46TTR:TTR Missed:Julie VanBeekum Closed

Application Error NoneINC000000311253 No  0.00TIR:TIR Missed:Theresa Reinders

LowCommerceApplication Support No  0.18TTR:TTR Missed:Karen Duncan Closed

PC/Laptop Error NoneINC000000311534 No  0.07TIR:TIR Missed:Barbara Berg

LowCommerceMetro A Desktop Support No  0.40TTR:TTR Missed:Julie VanBeekum Closed

Network None Novell ConsoleOneINC000000311957 No  0.00TIR:TIR Missed:Chrishel James

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Cindy Schroeder Closed

Mobile Devices Error NoneINC000000312060 No  0.00TIR:TIR Missed:Kathy Berg

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

None None NoneINC000000312072 No  0.00TIR:TIR Missed:Kent Barnes

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Edward Fortner Closed
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None None NoneINC000000312073 No  0.00TIR:TIR Missed:Kent Barnes

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Edward Fortner Closed

None None NoneINC000000312074 No  0.00TIR:TIR Missed:Kent Barnes

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Edward Fortner Closed

Network Password NoneINC000000312075 No  0.00TIR:TIR Missed:Theresa Reinders

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

PC/Laptop Performance NoneINC000000312076 No  0.00TIR:TIR Missed:Julie Price

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Application Error McAfee VirusScan EnterpriseINC000000312270 No  0.00TIR:TIR Missed:Masuda Medcalf

LowCommerceMetro A Help Desk No  0.05TTR:TTR Missed:Ed Conrad Closed

Telecom Voice Mail TelephoneINC000000312563 No  0.15TIR:TIR Missed:Melanie Reif

LowCommerceVoice Operations No  0.19TTR:TTR Missed:Annette Nielsen Closed

Network Performance NoneINC000000312757 No  0.00TIR:TIR Missed:Julie Price

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network Error Novell Client for 32-bit WindowsINC000000313089 No  0.76TIR:TIR Missed:Glen Minson

LowCommerceMetro A Desktop Support No  0.76TTR:TTR Missed:Julie VanBeekum Closed

Network Password Novell Client for 32-bit WindowsINC000000313099 No  0.00TIR:TIR Missed:Kurtis Hughes

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Ed Conrad Closed

Network Password NoneINC000000313570 No  0.00TIR:TIR Missed:David B Taylor

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Telecom Voice Mail TelephoneINC000000313758 No  0.19TIR:TIR Missed:Jody Colvin

LowCommerceVoice Operations No  0.38TTR:TTR Missed:Lois Schow Closed

Print/Copy/Scan/Fax None NoneINC000000313862 No  0.00TIR:TIR Missed:April Ellis

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network Error NoneINC000000313955 No  0.00TIR:TIR Missed:Shauna Dewolf

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network Password NoneINC000000313976 No  0.00TIR:TIR Missed:Theresa Reinders

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network Incident Novell Client for 32-bit WindowsINC000000314140 No  0.00TIR:TIR Missed:Dave Hermansen

LowCommerceMetro A Desktop Support No  0.18TTR:TTR Missed:Edward Fortner Closed

Network Password Novell Client for 32-bit WindowsINC000000314161 No  0.00TIR:TIR Missed:Theresa Reinders

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Liz Evans Closed

Application Error NoneINC000000314334 No  0.00TIR:TIR Missed:Carol Inglesby

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed
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PC/Laptop Hardware NoneINC000000314752 No  0.30TIR:TIR Missed:Kenneth Barton

LowCommerceMetro A Desktop Support No  1.05TTR:TTR Missed:Edward Fortner Closed

None None NoneINC000000314841 No  0.14TIR:TIR Missed:Shirlene Kimball

LowCommerceMetro A Help Desk No  0.14TTR:TTR Missed:Liz Evans Closed

Application None Avaya IP SoftphoneINC000000314850 No  0.85TIR:TIR Missed:Marvin Sims

LowCommerceCapitol Hosting No  1.44TTR:TTR Missed:Joe Benson Closed

PC/Laptop Hardware NoneINC000000314898 Yes  2.13TIR:TIR Missed:Carol Swensen

LowCommerceMetro A Desktop Support No  2.13TTR:TTR Missed:Julie VanBeekum Closed

Application Error Novell Client for 32-bit WindowsINC000000315355 No  0.00TIR:TIR Missed:Joni Zenger

LowCommerceMetro A Help Desk No  0.15TTR:TTR Missed:Ed Conrad Closed

PC/Laptop Performance NoneINC000000315379 No  0.00TIR:TIR Missed:Sally Canavan

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network Error NoneINC000000315391 No  0.00TIR:TIR Missed:David B Taylor

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Print/Copy/Scan/Fax Queue NoneINC000000315484 No  0.00TIR:TIR Missed:Maxine McBurnett

LowCommerceMetro A Desktop Support No  1.03TTR:TTR Missed:Julie VanBeekum Closed

PC/Laptop Hardware NoneINC000000315600 Yes  1.70TIR:TIR Missed:Amber Cooper

LowCommerceMetro A Desktop Support Yes  6.46TTR:TTR Missed:Julie VanBeekum Closed

Network Password NoneINC000000315838 No  0.00TIR:TIR Missed:Sharon Weinle

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Application Reporting Internet ExplorerINC000000316198 No  0.32TIR:TIR Missed:Nadene Adams

LowCommerceMetro A Desktop Support No  0.34TTR:TTR Missed:Edward Fortner Resolved

None None NoneINC000000316255 No  0.00TIR:TIR Missed:Louise McMillian

LowCommerceMetro A Desktop Support No  0.57TTR:TTR Missed:Julie VanBeekum Resolved

PC/Laptop Password Microsoft Windows XP ProfessionalINC000000316269 No  0.09TIR:TIR Missed:Danielle Healy

LowCommerceMetro A Desktop Support No  0.56TTR:TTR Missed:Edward Fortner Resolved

Application Error Novell GroupWise 32-bit Windows ClientINC000000316313 No  0.00TIR:TIR Missed:Danielle Healy

LowCommerceMetro A Help Desk No  0.04TTR:TTR Missed:Ed Conrad Resolved

Application Error NoneINC000000316481 No  0.00TIR:TIR Missed:April Ellis

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Network Password NoneINC000000316960 No  0.00TIR:TIR Missed:Jeffery Nielsen

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Network Error Novell Client for 32-bit WindowsINC000000317118 No  0.00TIR:TIR Missed:Dave Hermansen

LowCommerceMetro A Desktop Support No  1.23TTR:TTR Missed:Edward Fortner Resolved
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Network Password Novell Client for 32-bit WindowsINC000000317125 No  0.00TIR:TIR Missed:Theresa Reinders

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Liz Evans Resolved

Application Password License Enforcement SystemINC000000317277 No  0.13TIR:TIR Missed:Ben Jones

LowCommerceMetro A Desktop Support No  0.26TTR:TTR Missed:Julie VanBeekum Resolved

Application Password Utah Master DirectoryINC000000317329 No  0.14TIR:TIR Missed:Lynn Hooper

LowCommerceHelp Desk No  0.14TTR:TTR Missed:Eileen Dubach Resolved

None None NoneINC000000318138 No  0.99TIR:TIR Missed:David B Taylor

LowCommerceMetro A Desktop Support No  1.00TTR:TTR Missed:Julie VanBeekum Resolved

Application Password Novell Client for 32-bit WindowsINC000000318307 No  0.00TIR:TIR Missed:Dave Hermansen

LowCommerceHelp Desk No  0.00TTR:TTR Missed:Vicky Marrelli Resolved

Network Error Internet ExplorerINC000000318490 No  0.00TIR:TIR Missed:Karen McCall

LowCommerceMetro A Desktop Support Yes  6.27TTR:TTR Missed:Julie VanBeekum Resolved

PC/Laptop Hardware NoneINC000000318686 No  0.00TIR:TIR Missed:David B Taylor

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Application Error NoneINC000000318999 No  0.00TIR:TIR Missed:Danny Martinez

LowCommerceMetro A Desktop Support No  0.04TTR:TTR Missed:Julie VanBeekum Resolved

Application None NoneINC000000319002 No  0.00TIR:TIR Missed:Danny Martinez

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Application Password NoneINC000000319332 No  0.00TIR:TIR Missed:David B Taylor

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

PC/Laptop Hardware NoneINC000000319792 No  0.00TIR:TIR Missed:Dan Gimble

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

PC/Laptop Performance NoneINC000000319797 No  0.00TIR:TIR Missed:Danny Martinez

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Server None NoneINC000000319864 No  0.15TIR:TIR Missed:Marvin Sims

LowCommerceCapitol Hosting No  0.45TTR:TTR Missed:Joe Benson Resolved

Print/Copy/Scan/Fax Queue NoneINC000000319941 No  0.00TIR:TIR Missed:Bowen Call

LowCommerceMetro A Desktop Support No  1.64TTR:TTR Missed:Julie VanBeekum Resolved

Print/Copy/Scan/Fax Error Code NoneINC000000320337 No  0.22TIR:TIR Missed:Kimberley Lesh

LowCommerceMetro A Desktop Support No  0.22TTR:TTR Missed:Julie VanBeekum Resolved

Print/Copy/Scan/Fax Paper Jam NoneINC000000320344 No  0.00TIR:TIR Missed:Jennifer Bolton

LowCommerceMetro A Desktop Support No  0.02TTR:TTR Missed:Julie VanBeekum Resolved

None None NoneINC000000320380 No  0.00TIR:TIR Missed:Irene Woodford

LowCommerceVoice/Data/WAN Services No  0.00TTR:TTR Missed:Mark Thomas Resolved
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Network Password Novell Client for 32-bit WindowsINC000000320457 No  0.05TIR:TIR Missed:Katherine Klotovich-Wilson

LowCommerceMetro A Desktop Support No  1.74TTR:TTR Missed:Julie VanBeekum Resolved

PC/Laptop Error NoneINC000000320719 No  0.34TIR:TIR Missed:Mary Price

LowCommerceApplication Support No  0.34TTR:TTR Missed:Karen Duncan Resolved

Print/Copy/Scan/Fax Toner/Fuser/Ink NoneINC000000320731 No  0.00TIR:TIR Missed:Tanja Salazar

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Application Password NoneINC000000320761 No  0.00TIR:TIR Missed:Adele Bancroft

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Application Error NoneINC000000321046 No  0.00TIR:TIR Missed:Linda Mitchell

LowCommerceHelp Desk No  0.00TTR:TTR Missed:Vicky Marrelli Resolved

PC/Laptop Error NoneINC000000321163 No  0.29TIR:TIR Missed:Cheryl Murray

LowCommerceMetro A Desktop Support No  0.29TTR:TTR Missed:Julie VanBeekum Resolved

Telecom Feature TelephoneINC000000321779 No  0.26TIR:TIR Missed:Milissa Vanderiet

LowCommerceVoice Operations No  1.28TTR:TTR Missed:Leon Owen Resolved

Network Error NoneINC000000321844 No  0.00TIR:TIR Missed:Carol Inglesby

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Network None NoneINC000000321852 No  0.00TIR:TIR Missed:Kathy Berg

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Application Reporting Internet ExplorerINC000000322246 No  0.65TIR:TIR Missed:Connie Call

LowCommerceMetro A Desktop Support No  0.76TTR:TTR Missed:Julie VanBeekum Resolved

Print/Copy/Scan/Fax None Controlled Substance DatabaseINC000000322410 No  0.19TIR:TIR Missed:Karen Schulte

LowCommerceApplication Development No  3.37TTR:TTR Missed:Casey Wardle Resolved

None None NoneINC000000322723 No  0.00TIR:TIR Missed:Michael Pitts

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Cindy Schroeder Resolved

None None NoneINC000000322835 No  0.00TIR:TIR Missed:Sheila Johnson

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

None None NoneINC000000322837 No  0.00TIR:TIR Missed:Peter Anjewierden

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

None None NoneINC000000322838 No  0.00TIR:TIR Missed:Francine Giani

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

None None NoneINC000000322842 No  0.00TIR:TIR Missed:Christy Daskalakis

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

None None NoneINC000000322853 No  0.00TIR:TIR Missed:Carolyn Dennis

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved
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PC/Laptop Error NoneINC000000322884 Yes  1.32TIR:TIR Missed:Maxine McBurnett

LowCommerceMetro A Desktop Support No  1.88TTR:TTR Missed:Edward Fortner Resolved

None None NoneINC000000323118 No  0.00TIR:TIR Missed:Debbie Harry

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

None None NoneINC000000323220 No  0.00TIR:TIR Missed:Robyn Barkdull

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved
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